Google Support 




You’re connected with agent Ramon. 

12:16 PM 


R Hi Veronica! 

Ramon • 12:17 PM 


hello 


12:17 FM 


R In case you need to refer to this chat interaction in the future, please take note of the following ID: 7-5583000030578 

Ramon - 12:17 PM 


the case number I am following up on is 3-0614000030974 


12:17 FM 


R I understand you have a query related to replacement order I will be glad to help you with this information 


I request you to allow me 3-5 minutes while I check the previous interaction of your query. 


Ramon • 12:18 PM 


ok 


12:18 FM 


Thank you for staying connected, I appreciate your time and patience. 

Ramon • 12:20 PM 


yes 


12:21 FM 


R I see that the replacement is from Google fi store let me connect your chat to Google fi support. 

Ramon • 12:21 PM 


You : re connected with agent Mounika 

12:23 PM 


Ramon left the chat. 
12:23 PM 


M Hey Veronica. 

Mounika ■ 12:23 PM 


hello 


12:23 PM 


M In case you need to refer to this chat interaction in the future, please take note of the following ID: 7-5583000030578. 

Mounika * 12:23 PM 


got it 


12:24 PM 


M Thank you. 


I see that your query is regarding order. 


You've been pretty quiet. Are you still there? 


Mounika • 12:27 PM 


I am 


I am waiting on you 


12:28 PM 


|\/] Thank you. 


Please allow me 2 - 3 minutes while I check the details. 


Mounika ■ 12:28 PM 


yes 


12:23 PM 


M Thanks for waiting. 

Mounika - 12:29 PM 


yes 


12:30 FM 


|\/| I see that you've not yet received the order 

Mounika - 12:30 PM 


what is the tracking number? 


12:30 PM 


|\/1 Just to confirm, did you place the order from your end? 

Mounika • 12:31 PM 


I don't know what you mean 


I am following up on case id 3-0614000030974 


12:32 PM 


M I see that one of our representative initiated the request to place the order from your end. 

Mounika * 12:32 PM 


do you mean, did I request a phone replacement? 


is that what on my end means? 


Mounika. is this what you meant? 

• j 


12:36 FM 


M Sorry for the delay 

Mounika - 12:37 PM 


am trying to figure out what you mean by "my end 


12:38 PM 


|\/1 Due to connectivity issue there is a delay in response.. 


Can you help me with the IMEI number of the device? 


You can get the IMEI number from your Fi account. Please go to fi.goog le, com « click on manage plan << then click on the device 


Mounika ■ 12:33 PM 


I can do that, but before I do it 


since we have a previous case with all of the device information, are you unable to look up the case 3-0614000030974? 


12:39 FM 


|\/| Yes, Veronica 


Please confirm the IMEI number. 


Mounika ■ 12:39 PM 


I understand you cannot access information of the ticket 3-0614000030974 


correct me if I have misunderstood you 


I will get the IMEI number for you 


359677094156421 


12:40 FM 


M Thank you. 

Mounika - 12:40 PM 


yes 


12:40 FM 


M Please allow me 2 - 3 minutes while I check the details. 

Mounika - 12:41 PM 


V 


12:42 FM 


M Thanks for waiting. 

Mounika - 12:43 PM 


yes 


12:43 FM 


M Upon checking the details, I see that you've not received replacement device. 

Mounika - 12:44 PM 


please tell me more 


12:44 FM 


M But the credit card has not been charged and you've not received any further instructions. 

Mounika * 12:46 PM 


I am aw-are my CC has not been charged, and I 


•as wondering why 


did not received any further instructions 


111 


what is the problem? 


12:47 PM 


M Let me send you an email again, please allow me 2 more minutes. 

Mounika - 12:47 PM 


could you help me understand what happened? 


what was the problem? 


12:48 PM 


M Actually, you will receive 2 emails one is confirmation email and the other one is with the link to place the order. 

Mounika - 12:50 PM 


I infer you will ignore my question 


fell free to answer my question before we finish this chat 


12:51 PM 


|\/| Sure, Veronica. 

Mounika ■ 12:51 PM 


the question is, to prevent any confusion, why was the replacement order that Stan D. said had been processed during ticket ID 3- 
0614000030974 was not fulfilled? 


12:53 FM 


|\/| Veronica, you should receive an email with the link once we process the request. 


Have you received it? 


Mounika ■ 12:56 PM 


it is rot on my inbox 


let me check the other tabs 


12:57 FM 


M sure 


I've sent you an other email few seconds back. 


Mounika ■ 12:57 PM 


I don't see it. Let me search the entire email account using the case id you stated earlier 


I will search by this "7-5583000030578 


AH 


FOUND IT 


12:58 PM 


M No issues, I have processed the request again and you will receive an other email within next 5-10 minutes. 


You will be receiving an other email within next 


- 1 0 minutes with the link to confirm the order and shipping labels to return the device. 


•j 


Once you receive the second email, you just need to click on the link,, confirm the shipping address, select the card for the authorization hold 
and confirm the order. 


Once you receive the replacement device, you need to pack the broken device and stick the shipping labels on the package and drop the 
package at near by Fed Ex. Please don't return the accessories along with the device. 


Mounika ■ 12:59 PM 


I am checking the status. PLease give me one minute 


REDOING OF THE DEVICE 
REPLACEMENT DURING SECOND 
INTERACTION 


12:59 PM 


M Sure thing! 

Mounika • 1:00 PM 


I am unsure about which box to select 


l see these 


1) Google Fi Pixel 3a (64G6 r Just Black) (Refurbished) 


RMA 


074 


DEVICE FOR WHICH I FOLLOW THROUGH 
PROCESS ON AUGUST 3RD, 2020 


Replacement 
Started Aug 14, 2020 


2) Google FI Pixel 3a (64GB, Just Black) (Refurbished) 
RMA 

Replacement 

Started Aug 3, 2020 


94 


3) Google Fi Pixel 3a (64GB r Just Black) 


RM 


422 


Replacement 
Started Feb 4. 2020 


Which box should I select 


1:00 PM 


IV] You need not to do anything from your end. 


You will be receiving an other email within next 5-10 minutes with the link to confirm the order and shipping labels to return the device. 


Mounika ■ 1:01 PM 





what does the number that begins with RMA means? 

1:01 PM 


|\/] The RMA number will be same 


Mounika • 1:02 PM 


s there any way for me to pick up the phone from Fedex, as opposed to have it delivered 


Google Fi Pixel 3a (64GB, Just Black) (Refurbished) 


RMi 


074 


Google Fi Pixel 3a (64GB, Just Black) (Refurbished) 


RM 



494 


as you can see, the RMA's are different 


RMAi 


494 (from the device I never got) and RMAi 


074 from the onje you said I need to do nothing 


s there any way for me to pick up the phone from Fedex, as opposed to have it delivered 


can I pick it up in the local Fedex? 


1:04 FM 


M 


Please contact fedex once the device is shipped 


Mounika ■ 1:05 PM 


can I have a tracking number? 


sony, 1 see, I will get an email with the tracking number 


from your previous notes 


1:06 FM 


M 


Perfect! 


Is there anything else I can help you with today? 


Mounika • 1:06 PM 


Mounika left the chat. 
1:06 PM 


M Thanks for contacting Google Fi chat support. Your chat session is now complete. 


Mounika • 1:06 PM 


no 


1:05 PM 


The session has ended 

1:06 PM 








